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ABSTRACT 
User satisfaction and library use are multidimensional concepts. The scope of every 
library as a service institution is to provide satisfaction to its users and to strive 
continuously for their betterment.   
 
The aim of this study is, therefore, to determine the satisfaction of users with library 
services at the circulation desk at Walter Sisulu University (WSU), Ibika Campus. The 
specific objectives of the study are as follows: To determine the levels of satisfaction 
of users, especially at the circulation desk; to determine the reasons for any 
dissatisfaction expressed by the users; to determine the use of databases by the 
users, and to determine how the Ibika Campus library is rated in general.  
 
In this study, a survey was used to determine the levels of satisfaction of users with 
library services. Questionnaires were distributed to hundred and twenty users, and 
ninety users responded to these.  
 
From the findings, it was clear that most of the respondents were in general satisfied 
with the library services at WSU, Ibika Campus. Dissatisfaction was expressed by 
approximately twenty percent of the respondents, because of various reasons which 
include library opening hours, noise level, temperature, photocopying facilities, the 
accuracy of the searches, including the use of OPAC. 
 
There were also some suggestions from the respondents that entail more staffing, 
training, expansion of the  library building, twenty-four hour reading room facilities 
and more cubicles for senior students and staff. The expansion of the library building 
may reduce the noise level because there will be more space, and that will limit 
group discussions inside the library. Group discussions will be done outside the 
library in the suggested twenty-four hours reading room. 
 
In one of the recommendations, it is suggested that library management should 
provide ongoing training for all library staff. This will result in enhancement of 
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services. The training will assist the circulation staff to possess excellent 
interpersonal skills together with a strong service orientation. Lastly, further research 
needs to be done on library satisfaction in terms of the problems that have been 
identified, for example, extension of the library building. 
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CHAPTER 1 
 
INTRODUCTION OF THE STUDY 
 
1.1 PREFACE 
 
Today’s academic libraries are confronted with challenges on several fronts, namely 
mega bookstores, on-line information providers, multi-media products, document 
delivery services and other competitive sources of information which are apparently 
threatening the role of libraries and even their very survival. With evolving 
technological innovations and the variety and abundance of information that is 
becoming available to information users, competitive pressures on academic 
libraries will continue to intensify. 
 
Rising university costs and a student population that is becoming increasingly 
selective in choosing academic institutions also represent indirect threats to 
academic libraries. For example, various aspects of a university’s offering are 
factored into a student’s decision to attend a particular institution. Simmonds and 
Andaleeb (1998) both did not find any supporting evidence, it is quite likely that, 
when selecting a university or a college, some students are influenced partially by 
the university’s academic library and the quality of service the library provides. 
 
Academic libraries may have to adopt a more strategic orientation in which the 
creation and delivery of service satisfaction for their users play an important role. By 
doing so, academic libraries can also help their universities meet their enrolment and 
student retention goals. Each year new students enter the academic environment 
with varying library usage and information gathering skills. Student perceptions and 
expectations of service from academic libraries also vary, making it imperative to get 
a better understanding, to define specific student needs and to provide the type and 
level of service that meets students’ identified needs. 
 
According to Millson-Martula and Menon (1995), the continued success of service 
organisations, such as an academic library, depends on the organisation’s ability to 
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adjust its products and services to correspond to user needs. Similarly, Hernon and 
Calvert suggest that only customers justify the existence of a library. 
 
1.2 HISTORICAL BACKGROUND OF WSU, IBIKA CAMPUS 
 
The Walter Sisulu University, Ibika Campus was formerly called Eastern Cape 
Technikon. The Eastern Cape Technikon was a higher education institution in South 
Africa and was established in 1985 as the University of Transkei’s (UNITRA) 
Butterworth branch, with intentions to offer technological-oriented programmes under 
the School of Engineering. The university became aware of the rapid growth of trade 
and industry in the country, which necessitated an extension of the programmes to 
complement the university in the field of Applied Sciences, Engineering, Industry and 
Commerce. In 1987, the University of Transkei branch in Butterworth started offering 
National Diploma courses in Civil Engineering and Surveying. 
 
In 1989, a diploma in Electrical Engineering was introduced at University of Transkei 
branch in Butterworth. This was also the same year that the Unitra Technikon was 
established on a separate site in Butterworth. The construction of the site was 
completed in 1991 with the buildings becoming operational in 1992. The Transkei 
Technikon became autonomous under the Transkei Government Decree no. 3 of 
1994 (Eastern Cape Technikon Prospectus, 2002). 
 
In 1996, the name of the technikon was changed to Eastern Cape Technikon. In 
2005, the Eastern Cape Technikon has merged with the University of Transkei and 
Border Technikon to form Walter Sisulu University (WSU). In 2008 there were about 
20 000 students in the whole Walter Sisulu system (WSU Prospectus, 2008). WSU 
uses participative management, and stakeholder forums have contributed to solid 
progress of the WSU, Ibika Campus. Information technologies are advancing rapidly 
and are changing the way libraries do business. Academic libraries are trying to keep 
up with technology, and are harnessing it for their customers’ needs for fast and 
efficient service. 
 
1.3  COMMITMENT TO QUALITY SERVICE IN THE LIBRARY 
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The WSU library’s vision is aimed at providing and promoting quality information 
resources and services to support the teaching and learning, research and 
community development initiatives of WSU by using modern technologies and 
indigenous knowledge to achieve life-long learning. The mission also states that the 
WSU library aims to render relevant, dynamic and up-to-date library and information 
services to the WSU community and the public, based on professionally accepted 
standards and practices in order to provide education and training programmes on 
the effective use of information for life-long learning and to contribute to the process 
of educational, social, economic and technological development 
(http://www.wsu.ac.za/library/vision.htm). 
 
The library’s vision and mission should be in line with the university’s mission. The 
vision of WSU states that it will be a leading African comprehensive university 
focusing on innovative educational, research and community partnership 
programmes that are responsive to local, regional and national development 
priorities, which are cognisant of continental and international imperatives 
(http://www.wsu.ac.za).  
 
While the vision of the Library also states that it will be a leading African information 
service, supporting the teaching, learning and research using cutting edge 
technologies to achieve sustainable development and life-long learning 
(http://www.wsu.ac.za/academic/academic.php?id=libmission).  
 
It is more difficult for customers to evaluate service quality than the quality of goods. 
Therefore, the criteria for users to evaluate service quality may be more difficult than 
for marketers to comprehend criteria rating goods. Users do not evaluate service 
quality solely on the outcome of service; they also consider the process of service 
delivery. Therefore, the Walter Sisulu University library, Ibika Campus will strive to 
contribute to the process of educational, social, economic and technological 
development. 
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1.4. RESEARCH PROBLEM 
 
Competitive pressures, availability of information, rising costs and an increasing 
awareness of the student population have made it necessary for academic libraries 
to become more user-focused. This calls for better understanding of the specific 
needs of library users in order to provide the appropriate type and level of service 
that meets those needs (Simmonds and Andaleeb, 1998).  
 
Thus, Millson-Martula and Menon (1995) assert that one element of high-quality 
service is the unity into the development of programmes and services. Various 
services have been available over the years at the circulation desk of the WSU, Ibika 
Campus library. These services include conducting of small interviews with various 
users, use of photocopying and bibliographic on-line searches, guiding users to the 
location of a book on formal teaching of how to use OPAC (Online Library 
Catalogue) as well as abstracting and indexing. The provision of services is of high 
importance. However, given the fact that no formal evaluations have been 
undertaken at the library, there is an element of uncertainty concerning the degree of 
satisfaction of users with the services provided at the circulation desk by the library. 
This is the problem which this study aimed to address. 
 
1.5   AIM OF THE RESEARCH 
 
The aim of this study was to determine the satisfaction of users with library services 
at the circulation desk of WSU, Ibika Campus library by the researcher. 
 
 
 
1.6   OBJECTIVES OF THE STUDY 
 
The objectives of the study included the following:  
 to determine the levels of satisfaction of users at the circulation desk; 
 to determine the reasons for any dissatisfaction expressed by users; 
 to determine the use of databases by users; and 
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 to determine how the Ibika Campus library is rated in general. 
 
1.7   SIGNIFICANCE OF THE STUDY 
 
This study is significant because it demonstrates an administrative technique that 
has been successful in business and industry, and it has already explored its 
potential at academic libraries where service and customers are the main focus. 
Robinson (1995) is of the opinion that students have to pay for an increasingly higher 
proportion of their education and, as customers, they have the right to demand a 
demonstrably efficient, effective and state-of-the-art library and information service. 
The satisfaction of users with current services is an important factor as WSU, Ibika 
Campus library seeks to build its services to the highest standards and to maintain 
its services at these levels. Information on user services and the extent of their 
satisfaction is vital for the planning process. 
Nitecki (1996) claims that the assessment of how well a library performs depends on 
the user as a judge of quality. As these views gain greater acceptance among 
academic librarians, librarians have to orient themselves and their programmes to 
become better customer advocates and to address customers’ problem-solving 
needs. 
 
1.8   FOCUS OF THE STUDY 
 
The WSU, Ibika Campus library serves the information needs of academic staff, 
administrative staff, post-graduate students and undergraduate students from 
various departments, namely Mechanical Engineering, Civil Engineering, Electrical 
Engineering, Fashion, Food, Information Technology, Public Management, 
Education and Tourism. 
 
1.9 DEFINITION OF KEY CONCEPTS 
 
1.9.1 User satisfaction 
 
Tessier et al. (1977) defines satisfaction (in terms of library services) as an affective 
or cognitive state of mind which the user experiences as a result of the use and 
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subsequent evaluation of a library service. In effect, the quality of library 
performance is therefore inferred from the degree of satisfaction experienced by the 
user. 
 
1.9.2 User 
 
User is defined as the entity that has authority to use an application or equipment, 
facility, process or system, or one who consumes or employs goods or a service to 
obtain a benefit or to solve a problem, and who may or may not be the actual 
purchaser of the item (http://www.businessdictionary.com/definition/user.html). 
 
1.9.3 Satisfaction 
 
Satisfaction can be referred to as a customer’s level of approval when comparing a 
product’s perceived performance with his or her expectations 
(http://www.businessdictionary.com/definition/satisfaction.html). 
 
1.9.4 Academic library 
 
An academic library is a library at a higher educational institution, such as a college 
or university. Libraries at secondary and primary schools are called school libraries 
(http://en.wikipedia.org/wiki/academic-library) 
 
1.9.5 Quality of services 
 
Definitions vary, but one meaning of quality refers to customer satisfaction through a 
product or a service. The customer in the academic library is the 
user/reader/student. Here the customer is not an outsider, but part of the academic 
community. The primary purpose of an academic library is to support the teaching, 
research, and other academic programmes. An academic library is part of a service 
organisation which delivers products to the customer 
(http://www.webpages.uidaho.edu/~mbolin/begun-tqm.html). 
 
1.9.6 Manifest content 
7 
 
 
Manifest content means the apparent content, which means that content must be 
coded as it appears rather than as the content analyst feels it is intended 
(http://devcompage.files.wordpress.com/2007/12/17-content_analysis.pdf). 
 
1.9.7 Servqual 
 
Servqual (a model for service quality) was originally measured on 10 aspects of 
service quality: reliability, responsiveness, competence, access, courtesy, 
communication, credibility, security, understanding or knowing the customer and 
tangibles. Servqual measures the gap between customer expectations and 
experience (http://en.wikipedia.org/wiki/SERVQUAL).  
 
1.9.8 LibQual 
 
Libqual is a suite of services that libraries use to solicit, track, understand and act 
upon user’s opinion on service quality. The services are offered to the library 
community by Association of Research libraries. The program’s centrepiece is a 
rigorously tested Web-based survey bundled with training that helps libraries assess 
and improve library service, change organizational culture and market the library. 
(http://www.libqual.org/home). 
 
1.9.9 Library services 
 
A library service is a service provided by the library that draws attention to 
information possessed in the library in anticipation of demand. More specifically, and 
in terms of the present study, the term will be used to refer to those services with 
which the users have direct contact at the circulation desk, which include short-loan, 
photocopying services, interlibrary loan, searches using OPAC and other databases, 
availability and quality library collection. 
 
1.9.10 hotocopying services 
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Photocopying machines are available at the WSU, Ibika Campus library for use by 
students who are using the reading materials in the library. It is run by the staff at the 
circulation desk. Users make copies by themselves, using a counter that helps to 
calculate the number of copies, and they then pay for these in cash. 
 
1.9.11 Inter-library loan  
 
The interlibrary loan is used when the books that are being borrowed are not on the 
local library’s system. The staff at WSU, Ibika Campus then tries and get such books 
from other universities around South Africa. WSU library does interlibrary loan only 
for staff and post-graduate students. In this instance, the user fills in the request 
forms with the help of a librarian. The user then gets a user-identity number, and 
when the item is received, the user is notified by email or telephone. 
 
 
 
 
1.9.12 Circulation desk 
 
The circulation desk is where the materials are being issued and returned using the 
Millennium system, and all the users are registered using the Millennium system. If it 
happens that a user does not appear on the system, the staff at the circulation desk 
use a valid student card when creating the patron. When the user borrows materials 
from the library, he or she is responsible for those items. The duration for borrowing 
of items found on open shelves is two weeks. For a short loan, it is only three hours, 
and an extension is available if it is necessary. Short-loan books are also available 
for overnight loan and they have to be returned in the morning, before eleven 
o’clock, as the system charges one rand per hour after eleven. The books in the 
Reference section are used only inside the library, or users are allowed to make 
copies. Each user is allowed to take out only four books and one book from short 
loan. Academic staff are allowed to borrow 10 books for a period of three months, 
and non-academic staff only borrow 10 books for one month. There are three staff 
members at the circulation desk and four student assistants who mainly help with the 
shelving of books. Two staff members work during the morning session and one staff 
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member with the help of one student assistant works during the afternoon session. 
The student assistants help with the shelving of books during the morning session 
and the afternoon session. 
 
1.10 SUMMARY 
 
In this chapter, a brief background of the library on the Walter Sisulu University, Ibika 
Campus has been outlined. The research problem, research aim, objectives of the 
study, significance of the study, limitation of the study and key concepts were 
discussed. The following chapter deals with literature review. 
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CHAPTER 2 
 
LITERATURE REVIEW 
 
2.1 INTRODUCTION 
 
Academic library users need to know how to use a library. The instructional methods 
are as varied as the users, ranging from detailed teaching sessions to simple 
signage. Despite all manners of instruction, there is a persistent sense that patrons 
have difficulty using the library. According to Bosman and Rusinek (1997), 
Constance Mellon’s research, suggested that 75 to 85 percent of college students 
have a library phobia. Mellon’s subjects felt lost in the library and uncertain about the 
location of resources (Bosman and Rusinek, 1997). Fears and difficulties may be 
caused by a lack of library instruction, discomfort in requesting assistance or 
previous negative experiences. In the case of Mellon’s students, it was found that 
such fears may derive from the size and arrangement of the library building (Bosman 
and Rusinek, 1997). 
 
Bosman and Rusinek (1997) view of some policy-makers that the World Wide Web 
negates the need for library buildings, as the library is an important place. The library 
building is seldom given much post-construction thought, although lighting, collection 
arrangement, service points, signs and study areas all contribute to a positive 
learning experience (Bosman and Rusinek 1997). In their study, Bosman and 
Rusinek (1997) examined the effectiveness of signage to instruct users, reduce 
difficulties and fears, ameliorate negative experiences, and contribute to a user-
friendly library environment. Bosman and Rusinek (1997) further considered the 
concept of user-friendliness and user satisfaction and explored the usefulness of 
users’ input in a signage project. 
 
 
 
 
2.2 CHAMPIONING USER SATISFACTION 
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According to Leland (2006), in the early twentieth century, nobody wrote books about 
service. It was simply a way of life. The pace of business was slower, and people 
had time to talk and listen to one another. For example, Mr and Mrs Smith could go 
to their corner grocery store to buy a pound of Muenster cheese and count on a 
warm welcome, friendly service and familiar faces (Leland, 2006). 
 
Then came the great depression, during which price, which is always an important 
factor, became even more important, as life was about survival. Quality and service, 
never high on Abraham Maslow’s hierarchy of needs (Leland, 2006), disappeared 
from everyday life and were reserved for the rich and famous. In the more 
prosperous 1940s, consumers began to consider the value of addition to price as 
part of the service equation. By the 1960s, quality became important, with most 
customers willing to pay more for higher-quality products and services (Leland, 
2006). 
 
The era of convenience began in the 1970s with quick and easy foods, stores, 
banks, and others (Leland, 2006). Today, all of these characteristics have 
converged, as consumers want a competitive price, good value, convenience and 
customer service – and they want all these immediately. 
 
For example, in twenty years ago, customers or users used to get old material in the 
library for reading, because of a lack of funds to libraries (Leland, 2006). But today, 
libraries select the most current material for their users because of the latter’s needs, 
and it is the duty of the librarian to get the necessary information resources as 
quickly as possible. 
 
 
 
 
 
2.3 CHARACTERISTICS OF SERVICE LEADERS/LIBRARIANS 
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According to (Zeithaml, et al. 1990), service leaders come in all shapes and sizes 
and there are some characteristics of service leadership that can be generalised, 
namely: 
 Service vision.  This means service leaders see service quality as a key to 
success. They see service as integral to the organisation’s future, not as a 
peripheral issue. Service leaders believe fundamentally that superior service 
is a winning strategy and they see quality of service as the foundation for 
competing. They never waver in their commitment to service. They see 
service excellence as a never-ending journey in which the only effective 
option is to work hard towards better quality every day of every week of every 
month of every year (Zeithaml, et al. 1990). 
 
 High standards. True service leaders aspire to legendary service. They realise 
that good service alone may not be good enough to differentiate their 
organisation from other organisations. (Zeithaml, et al. 1990). 
 In terms of leadership style. Service leaders lead the field, and they do it 
where the action is, rather than from their desks. They are visible to people, 
endlessly coaching, praising, correcting, observing, questioning and listening. 
They emphasise two-way, personal communications because they know this 
is the best way to give shape, and to understand the day to day service vision 
and the best way to learn what is really going on. A librarian working at the 
circulation desk should display this quality in order to be able to understand 
the user, and the user will understand the librarian, and this will bring about 
good service in high-quality libraries (Zeithaml, et al. 1990). 
 Integrity. One of the essential characteristics of service leaders is personal 
integrity. The best leaders’ value doing the right thing even when inconvenient 
or costly. Service leaders recognise the impossibility of building a service-
minded attitude in an organisation whose management lacks integrity. They 
recognise the interconnection between service excellence and employee 
pride and understand that employee pride is shaped in part by the service 
leader’s perceptions of management fairness (Zeithaml, et al. 1990) 
 
2.4 USER SATISFACTION WITH ACADEMIC LIBRARIES 
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In reassessing what role academic libraries should be playing, the need to improve 
and deliver better services based on user needs emerges as an important theme. At 
the same time, providing access to information is being advocated as a more 
desirable measure of the quality of academic libraries. Traditional definitions of 
quality, as reflected in the size and diversity of a library’s stocks held, are 
increasingly being questioned (Simmonds and Andaleeb, 1998). 
 
To harness and implement the concept of service quality within the context of 
academic libraries, authors have turned to the marketing literature. Such literature 
has provided initial guidance in defining library-service quality and clarifying the 
conceptual framework for service delivery improvements (Simmonds and Andaleeb, 
1998). 
 
2.5 CONCEPTUAL FRAMEWORK AND PROPOSITIONS 
 
According to Simmonds and Andaleeb  (1998), some libraries have limited resources 
and are clearly unable to satisfy their users, whereas others are large in size, have 
substantial stocks held, and can provide a variety of services. Those libraries that 
are able to provide users with whatever they want will achieve higher levels of user 
satisfaction. Thus, the availability of resources can have a significant influence on 
user satisfaction. It is important to note that the quality of the resources may be 
judged from an overall perception as to whether the library can provide access to 
materials, for example, through interlibrary loans or other document delivery 
services, when and where needed. It is this overall perception of a library’s 
resources that contributes to user satisfaction  (Simmonds and Andaleeb, 1998). 
 
Authors propose that the higher the perceived quality of the library’s resources, the 
greater the level of user satisfaction. Simmonds and Andaleeb (1998) define 
Servqual literature as responsiveness of an important element of service quality.  
Simmonds and Andaleeb (1998) define Service delivery as the willingness of staff to 
be helpful and to provide prompt services. At academic libraries, users expect that 
the library staff will attend to their needs quickly and efficiently. Promptness, 
therefore, can be critical to users’ perceptions of responsiveness. As identified in the 
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literature helpfulness by Simmonds and Andaleeb (1998), as a component of 
responsiveness, that finds its place in another factor, which the authors have termed 
demeanour. Simmonds and Andaleeb (1998) also propose that the greater the 
responsiveness of the library staff, the greater the level of satisfaction among 
academic library users. 
 
Another expectation among library users is that of competent services (Simmonds 
and Andaleeb 1998). In the context of academic libraries, as in other libraries, users 
want the staff to be knowledgeable and to be able to assist them in locating needed 
materials and information quickly and efficiently. When users perceive that the library 
staff are competent, they will feel assured that problems will be easily resolved, 
leading to greater satisfaction with the services  (Simmonds and Andaleeb 1998). 
 
Although competence was proposed as a separate service quality dimension in the 
original conceptualisation by (Zeithaml et al. 1990), subsequent empirical results 
suggested that the measures should depict reliability Zeithaml et al. (1990). 
Competent services focus on the library staff being good at explaining how materials 
are arranged, their knowledge, their ability to answer questions appropriately, and 
their ensuring that all questions are answered Zeithaml et al. (1990). 
 
Simmonds and Andaleeb (1998) further propose that the greater the perceived 
competence of the library staff, the greater the level of user satisfaction. Generally, 
demeanour of library staff, as perceived by library users, can also have a significant 
impact on user satisfaction. Users look for staffs that are friendly and approachable, 
but not unnecessarily intrusive Simmonds and Andaleeb (1998). Several aspects of 
staff demeanour seem to overlap, especially two factors, namely assurance and 
empathy (Simmonds and Andaleeb 1998). Again, the more positive the demeanour 
of the library staff as experienced by the user, the greater the level of user 
satisfaction. According to Simmonds and Andaleeb (1998) physical or tangible 
evidence that the library will be able to provide satisfactory services has been shown 
to be a component of service quality. The author’s investigation suggested that this 
can influence user satisfaction judgments. The items used to delineate this construct 
included overall cleanliness of the facilities, a visually appealing environment, and 
appearance of the staff (Simmonds and Andaleeb, 1998). The authors further 
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proposed that, the better the perceived overall physical appearance of the library 
facilities, the greater the level of user satisfaction (Simmonds and Andaleeb, 1998).  
 
2.6 USER’S VIEW OF SERVICE QUALITY 
 
Zeithaml et al. (1990) firstly observed that services are basically intangible because 
services are performances and experiences rather than objects.   
According to Zeithaml et al. (1990), contributions that have focused on service 
quality are as follows: 
 
Service quality is more difficult for users to evaluate than goods quality. Therefore, 
the criteria users or customers use to evaluate service quality may be more difficult 
for marketers to comprehend. 
 
Customers do not evaluate service quality solely on the outcome of a service; they 
also consider the process of service delivery, for example how friendly the librarian is 
during her service at the Circulation Desk.  
 
The only criteria that count in evaluating service quality are defined by customers. 
Only customers judge quality; all other judgments are essentially irrelevant. 
Specifically, service quality perceptions stem from how well a librarian performs vis-
à-vis customers’ expectations about how the librarian should perform (Zeithaml et al. 
1990). 
 
2.6.1 LibQual 
 
More than 1000 libraries have participated in LibQual that includes colleges and 
university libraries, community college libraries, helath science libraries, academic 
law libraries and public libraries. Some through consortia, others as independent 
participants. LibQual has expanded internationally and sharing with institutions in 
Africa, Asia, Australia and Europe. The growing of LibQual pf participants and its 
extensive dataset are rich resources for improving library services. 
(http://www.libqual.org/about_lq/general_info). 
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2.6.1.1 LibQual benefit to the library 
 
LibQual gives your library users a chance to tell you where your services need 
improvement so that you can respond to and better manage their expectactions. You 
can develop services that better meet your users expectations by comparing your 
library’s data with that of peer institutions and examining the practices of those 
libraries that are evaluated highly by users. For example, WSU Ibika library has just 
introduced LibQual to its users. (http://www.libqual.org/about_lq/general_info). 
 
2.6.1.2 LibQual survey and how it is conducted 
 
You invite your users to take the survey, distributing the URL for your library web 
form via email or posting a link on the library’s website. Respondents complete the 
survey form and their answers are sent to the LibQual database. The data are 
analyzed and presented to you in reports describing your users desired, perceived 
and minimum expectactions of service. 
(http://www.libqual.org/about_lq/general_info). 
 
The library goals of LibQual are to: 
 Foster a culture of excellence in providing library service. 
 Help libraries better understand user perceptions of the library service quality. 
 Collect and interpret library user feedback systematically overtime. 
 Provide libraries with comparable assessment information from peer 
institutions. 
 Identify best practices in library service and enhance library staff members 
analytical skills for interpreting and acting on data. 
(http://www.libqual.org/about_lq/general_info). 
 
2.7 MANAGING QUALITY IN AN ACADEMIC LIBRARY 
 
In a service organisation, like an academic library, customer satisfaction means 
fulfilling expectations. Librarians must find out what readers want and should 
concentrate on providing such information or materials. In a library, there are 
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basically two types of customers or users, namely those who are in a hurry and 
those who want to kill time. In academic library as well, for example WSU, Ibika 
Campus library, has to identify these types of users and serve them accordingly. 
 
2.7.1 Managing user expectations 
 
The expectations that the customers bring to a library have a critical effect upon their 
perceptions of quality. It enhances to acquire a reputation for providing one or two 
factors which are important to customers and to concentrate upon developing those 
than to try and provide a vast array of services. 
 If customers are to gain maximum benefit from a service, they should know how to 
use it. Properly planned user education is a must for an academic library 
(http://www.webpages.uidaho.edu/~mbolin/begun-tgm.html). 
 
Support systems should reflect customers’ priorities. It is important to find out which 
service can be automated without losing personal touch. Again, getting feedback 
from users is very important to ascertain the quality of service. Regular users of an 
academic library can be given a questionnaire to get feedback from them for 
improving service.  
 
The circulation desk staff are the front-line staff who play a critical role, especially in 
an academic library, because they represent the library, and they deal with the 
inquiries and manage the reader interface. Public services staff must be carefully 
appointed and must be given periodic training to keep up to date. The staff at 
circulation desk have to be friendly. 
 
All academic library staff must receive training, including skills training, on-the-job 
guidance and retraining. Well-trained staffs are the competitive weapon for better 
quality service in an academic library. Teamwork plays a vital role in giving better 
quality service. Librarians have to develop a culture and commitment towards quality 
service in an academic library (http://www.webpages.uidaho.edu/~mbolin/begun-
tqm.html). 
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2.8 USER MEASUREMENT AND MANAGEMENT SYSTEM OF AN 
INSTITUTION 
 
Each and every institution must be able to satisfy and retain users. That is the key to 
its business performance. A librarian in charge of improving quality, user satisfaction 
or loyalty may need to enable others to act through training and support. 
Alternatively, in the quality, customer or user assessment or development areas of a 
company, the job may be to do the work directly to collect, analyse or use customer 
data in order to improve quality, satisfaction and retention. Customer satisfaction and 
retention are key responsibilities. By providing high quality products and services, 
strong relationships with customers are built. (Johnson and Gustafsson, 2000).  
 
Even though there may be agreement about the importance of customers in driving 
performance, an important question remains, does the company or institution align 
its activities to satisfy and retain users? Too often the answer is either “no” or “not so 
well”. To help understand the problem one must consider how users’ focus has 
evolved in recent decades (Johnson and Gustafsson 2000). 
 
According to Johnson and Gustafsson (2000), he said during the 1970s, quality 
gurus argued that quality is free, that is, a tireless pursuit of improvement should not 
only increase efficiency but should also increase user satisfaction in the process, 
saving enough on costs and bringing in enough new and repeat business to more 
than cover any expenditure on quality (Johnson and Gustafsson, 2000). In the 
1980s, experts began to focus more directly on increasing customer satisfaction as 
an explicit goal. Satisfying and keeping customers are the ideal, it was argued, and 
are simple less expensive than constantly replacing dissatisfied customers (Johnson 
and Gustafsson, 2000). 
 
In the twenty first century, quality and satisfaction have been viewed as not sufficient 
by themselves. Institutions boast of moving beyond quality and satisfaction to focus 
directly on customer loyalty as the key to profitability (Johnson and Gustafsson, 
2000). To argue that quality or satisfaction is what matters, misses the point. These 
factors form a chain of cause and effect, building on each other so that they cannot 
be treated separately (Johnson & Gustafsson, 2000). These factors further represent 
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a system that must be measured and managed as a whole if one wants to maximise 
results (Johnson and Gustafsson, 2000). 
 
According to Johnson and Gustafsson (2000), an effective customer measurement 
and management system, can build organisational value. To do this, one continually 
needs to pursue three key activities that underlie a user orientation: 
 gather user/customer information; 
 spread that information through the organisation; and 
 use the information to maintain, improve or innovative products and 
processes. 
 
 To understand what users want – not only in today’s services and products but also 
in the future. When one understands users at the various levels and know what 
motivates their behaviour, their present needs can predict their future needs as well 
(Johnson and Gustafsson, 2000).  
 
To maintain a user orientation throughout the institution, one needs to make sure 
that user information gets to everyone who is involved in the institution, either directly 
or indirectly, by improving quality and value in satisfying users. This prepares the 
entire organisation for change and provides benchmarks by which to monitor its 
performance. Finally, there is a need to prime the organisation to act on customer 
information to improve product and service offerings so as to increase satisfaction. 
This makes it essential to clarify the links between these three factors and to 
understand how the company delivers compelling services to its users (Johnson and 
Gustafsson, 2000).  
 
Johnson and Gustafsson (2000) say that creating a customer measurement and 
management system is central to the pursuit of satisfaction. With such a system in 
place, the organisation or company will have customer information in a form that can 
serve as a basis for both incremental and more revolutionary service improvements. 
The system also makes it easier to share customer information through an 
organisation, enhancing its ability to follow through on that information to make the 
changing process (Johnson and Gustafsson, 2000). 
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It is essential to view user measurement from a systems perspective that 
encompasses multiple areas of measurement and expertise so that it picks up both 
concrete and abstract details about what customers like and dislike and why they 
react that way, and develops information that will be useful (Johnson and 
Gustafsson, 2000). 
 
2.9 THE DIMENSIONS OF SERVICE QUALITY 
 
According to Kalliatakis (2008), the dimensions of service quality include:  
● Reliability, which is consistency of performance and dependability. The 
company performs its work right first time, and honours its promises. 
Customers also want consistency; if it is to be a 6/10 now, it must always be 
6/10. Consistency also means customers want to deal with the same person, 
experience after experience, although there are exceptions to this (Kalliatakis, 
2008). 
 Responsiveness, the willingness or readiness of staff to provide service. 
Responsiveness also involves timeliness and a sense of urgency. Short 
queues and no delays are representative of responsiveness (Kalliatakis, 
2008). 
 Competence is the possession of the required skills and knowledge to do the 
job and to perform the service (Kalliatakis, 2008). 
 Access, approachability and ease of contact, both by telephone and in live 
face-to-face situations. That also includes things like hours of business and 
convenient location in this category (Kalliatakis, 2008). 
 Courtesy. When dealing with the client it is important for the staff to show 
respect, politeness, consideration, friendliness, warmth and even love 
(Kalliatakis, 2008). 
 Understanding the customer. This involves making the effort to understand 
the customer’s specific needs and requirements, as well as who the customer 
is. This would include individual attention and recognising each customer. For 
example, when I am at the circulation desk, helping users, and I call them by 
name, they feel special (Kalliatakis, 2008). 
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 Communication, means keeping customers informed at all times, in a 
language that they can understand. This is especially true if something goes 
wrong, when customers need to be assured that the problems will be handled. 
Communication is also about listening (Kalliatakis, 2008). 
 Credibility, trustworthiness, believability, honesty, ethics and integrity are all 
important here. It is about having the customer’s best interests at heart 
(Kalliatakis, 2008).   
 Security has to do with freedom from risk, danger and doubt, and that which 
makes the customers feel comfortable doing business with you. It includes 
elements of physical safety (Kalliatakis, 2008).  
 Tangibles refers to the physical evidence that impacts on the customer. It 
includes the appearance of staff, as well as the physical facilities, the tools 
and equipment, even other customers. Anything that affects or attacks any of 
the five senses is important. More importantly, customers use the physical 
representations of the company as symbols of the quality of products and 
service (Kalliatakis, 2008).  
 
2.10 EVALUATION OF LIBRARY SERVICES 
 
Bawden (1990) explains the importance of evaluation and discusses various 
methodologies, including user-orientated evaluation, which aims to improve services 
and the competence and motivation of librarians. This indicate a move towards 
evaluation from the viewpoint of the users, which has been the hallmark of the 
1990s. 
 
It is important to distinguish between evaluation and performance measurement. 
According to Abbott (1994), performance indicators are simply management tools 
designed to assist library managers to determine how well their service is 
performing. Library managers provide evidence on which to base judgments,  since 
performance data needs to be interpreted before assessments can be made. 
 
Performance indicators contribute to the process of evaluation but the latter is a 
broader term for the assessment of performance. Lancaster (1993) advocates 
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approaching evaluation from the perspective of performance measurement and 
using a systematic approach. It is a method which emphasises technical services 
issues, like weeding, and which illustrates a tension between the two types of 
measure, namely technical services and user-orientated measures. The former have 
a strong quantitative emphasis and may impact on services to users, for example, 
speed of cataloguing sought materials, while user-orientated measures are 
qualitative and might well be those which the user would choose himself or herself 
(Lancaster,1993). 
 
The focus of the evaluation of services is provided to users, how they may be 
identified, how a background understanding of them may build up, how they can be 
evaluated and how the data collected can be put to good use. Librarianship is easily 
evaluated because it is mainly about the provision of discrete, related and 
comprehensive services which have an element of predictability about their 
operation (Lancaster, 1993). However, services with a major qualitative component, 
such as reference services, are difficult to evaluate and the methods used may be 
controversial. The volume of activity in a service has to be related to the demand for 
it in order to understand whether  the service functions well. The service must be 
appropriate to the need of the user, which, in turn, raises the question: what is a 
user? Are users an amorphous mass with identical needs or are they discrete groups 
with differing or even contradictory needs? (Lancaster, 1993).  
 
Although progress has been made with the evaluation of services to users there is 
still a need for simple, generally agreed-upon definitions: What is a queue? What 
does answering the telephone promptly mean? Thanks to documents such as the 
Effective Academic Library, the LA Charter and ISO (Brophy and Coulling, 1996), 
these definitions are beginning to emerge and the growth of the quality movement 
encourages library managers to think in items of heterogeneous groups of users and 
customer satisfaction (Brophy and Coulling, 1996). 
 
Nicholas (2000) said that, whether we like it or not, we live in an evaluation culture. 
This is the result of social change over the past thirty years. The growth of the 
consumer movement in the 1970s encouraged consumers of goods and services to 
view much more critically the quality of service they receive and to complain when 
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they are not satisfied. From 1976 onwards, declining patterns of public expenditure 
signalled the need to maximise resources and to defend pre-existing patterns of 
expenditure, something which usually requires the collection of data Nicholas (2000). 
Declining public expenditure in the 1980s was compounded by the economic 
recession which encouraged consumers to spend more carefully and to look critically 
at the goods and services they purchase Nicholas  (2000). 
 
Although librarians have been aware of the importance of meeting users’ needs for 
decades, the customer care movement in the 1990s has strengthened the emphasis 
on customer orientation. Nicholas (2000) said, the movement originated in retailing, 
for example, supermarkets, but has successfully transferred itself to the public 
sector. This new emphasis on the customer has expressed itself in customer care 
statements and charters. According to Nicholas (2000), the Citizens Charter, in 
which a former British Prime Minister himself was involved, led, among other things, 
to the Library Association’s Model Charter, which was produced at government 
prompting and which refers, inter alia, to the need for regular surveys. The effect has 
been less marked in higher education and special libraries (Nicholas, 2000).  
 
The world in which all types of libraries function has come under the influence of a 
new world of analysis and assessment Morgan, (1995). The new managerial has 
promoted an emphasis on strategic planning, customer service and devolved 
budgeting in the public sector Morgan, (1995). Strategic planning has resulted in the 
introduction of mission statements and institutional targets, aims, goals and others 
and the departments within organisations, such as libraries, may have their own 
mission statements which can be used as a baseline for evaluation (Morgan, 1995). 
Devolved budgeting and the need to identify costs to give the best value for money 
carry with them an implication of evaluation (Morgan, 1995). 
 
According to Wilson (1995), libraries were expected to demonstrate success and 
value for money. This accountability, which has become high profile in many 
libraries’ services, involved revealing, explaining and justifying particular actions. 
Increasingly, libraries were being made more accountable to their clients. It is true 
that the users are becoming more assertive about their needs, about quality of 
services and more generally about their rights. It is becoming imperative that 
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services are evaluated to ensure that the quality is being maintained or improved 
(Wilson, 1995). 
 
2.10.1 Purpose of evaluation 
 
There are many reasons why managers of libraries may conduct an evaluation of the 
services. Lancaster (1993) identified four reasons for the evaluation of library 
services:  
 The first reason is to simply establish a type of benchmark to show at which 
level of performance the service is operating. If changes are subsequently 
made to the service, the effects could then be measured against the 
benchmark previously established.  
 The second reason is to compare performance of several services.  
 The third reason is to justify their existence.  
 The fourth reason is to identify possible sources of failure or inefficiency in the 
service with a view to raising the level of performance at some future date. 
 
2.10.2 Methods of evaluation 
 
There are two approaches to the evaluation of a library, namely the subjective and 
objective approaches (D’Elia and Walsh, 1983). The subjective approach has to do 
with studies that are based on opinions. It is important to know how people feel 
about the services. The objective approach in the library has to do with the analysis 
and the proportion of items that the library can supply upon demand, which will be 
the measurement of the satisfaction (D’Elia and Walsh, 1983).  
The present study focused on: 
 the levels of satisfaction of users at circulation desk;  
 determining the reasons for any dissatisfaction expressed by the users; 
 determining the use of OPAC by the users;  
 determining how the library at WSU, Ibika Campus is rated in general. 
 
 
2.11 SUMMARY 
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In this chapter, the literature which is relevant to the study has been reviewed. The 
first part of the chapter which provided the championing of user satisfaction followed 
the characteristics of service leaders or librarians. The second part of this chapter 
had to do with user satisfaction in academic libraries, followed by users’ views of 
service quality. The last part of the chapter had to do with the evaluation of the 
library. The next chapter discusses the research methodology used in this study. 
 
 
 
 
 
 
 
 
 
 
 
 
CHAPTER 3 
 
RESEARCH METHODOLOGY AND DESIGN 
 
3.1 INTRODUCTION 
 
This chapter discusses the research design, sampling, data collection and data 
analysis that have been adopted in this study. 
 
Libraries and information services carry out user studies in order to generate 
information which will enable them to make more informed decisions about present 
or future services. The quality of information upon which these decisions are made, 
needs to be as free of error as possible. Mouton (2002) states that the criteria and 
the method of research used are critically important to the quality of research. 
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3.2 RESEARCH DESIGN 
 
Mouton (2001) defines a research design as a plan or blue-print of how one intends 
conducting the research. According to this explanation, a research design focuses 
on the end product, formulates a research problem as a point of departure and 
focuses on the logic of the research. De Vos, et al. (2002) argues that the research 
design provides a guideline according to which a selection can be made of which 
data collection methods will be most appropriate to the researcher’s goal and the 
selection. 
 
3.2.1 QUALITATIVE RESEARCH 
 
Qualitative research describes and analyses people’s individual and collective social 
actions, beliefs, thoughts and perceptions. The researcher interprets phenomena in 
terms of the meanings that people assign to them. Qualitative studies are important 
for theory generation, policy development of educational practice, illumination of 
social issues and action stimulus (McMillan and Schumacher, 2006). Therefore, in 
this study a qualitative research has been chosen to measure user satisfaction in 
academic libraries to improve library satisfaction.
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 3.2.2 Target population 
 
According to Saunders, Lewis and Thornhill (2003), a population is the full set of 
cases from which a sample is taken. In the present study, the population consisted of 
academic staff, administration staff and students of Walter Sisulu University. 
 
3.2.3 Questionnaires 
 
Questionnaires regarding investigation of quality of service were delivered by hand 
to various departments by the researcher as she also works at Walter Sisulu 
University, Ibika Campus library. Others were hand-delivered to administration 
offices and academics and were also collected by the researcher. de Vos et al. 
(2002: 172) define a questionnaire as a set of questions on a form which is 
completed by the respondent in respect of a research project. The basic objective of 
the questionnaire used during the research being reported here, was to obtain facts 
about library satisfaction. The questionnaire was the main tool for this study. It is 
generally acknowledged that questionnaires are the most popular form for surveying 
the opinions and perceptions of individuals. Dyer (1996) defines a questionnaire as a 
list of questions to which answers are being sought.  
 
There are two different types of questionnaires. The first one is the exploratory 
questionnaire, which is wide-ranging but relatively shallow. This might be used when 
the researcher is trawling for information during the early stages of a project when 
the precise shape of a problem is still to be discovered. The second type of 
questionnaire is used for more in-depth data gathering and takes a deep approach, 
and this is the type that has been used for this study. 
 
The popularity of the questionnaire is ascribed to the relatively low cost associated 
with its administration. Questionnaires are often a convenient way to obtain data 
from a large population or sample, particularly if the population is geographically 
dispersed and travel is not feasible for any reason. Many would suggest that, 
because the questionnaire is more anonymous than the interview, respondents are 
likely to be more candid. Similarly, the personal influence of the interviewer is 
avoided, that is, sex, ethnic origin and perceived social status may all influence the 
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accuracy of the interviewer, but can be eliminated in the questionnaire (Burton, 
1990). 
 
 Response rates often tend to be low, even if a reply envelope is provided, as the 
questionnaire is often put aside for answering in the near future and then forgotten. 
There is little apparent incentive to complete a questionnaire. The accuracy and 
completeness of the responses are often inadequate (Burton, 1990). 
 
The questionnaire in the present study was divided into four sections with thirty-
seven questions altogether. In section A, personal details of the population were 
required. From section B to section D the questions were specifically those that 
measure the satisfaction with a range of library services offered by the library. 
Questions on similar topics were kept together; this was considered important for the 
analysis.  
 
3.3 RESEARCH SAMPLE 
 
A sample is a small portion of the total set of objects, events or persons that together 
comprise the subject of the study.  According to De Vos et al. (2002), the term 
sample always implies the simultaneous existence of a population or universe of 
which the sample is a small section.  A population is the total set from which the 
individuals or units of study are chosen. It refers to individuals in the universe who 
possess specific characteristics. Therefore, in this study, 120 questionnaires were 
distributed to various departments by the researcher, only 90 questionnaires were 
returned by the respondents. The response rate is 75% which reflects a majority of 
the response. 
 
 
 
 
3.4       PILOT STUDY 
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It is useful to assess the feasibility of a research project, the practical possibilities of 
carrying it out, the correctness of some concepts, the adequacy of the method and 
the instrument of measurement by doing a pilot study (Bless & Higson-Smith, 1995). 
 
Piloting a questionnaire involves drafting a version in the proposed order of the 
questions and discussing it with colleagues or with others, some of whom should 
have no knowledge of the background to the study (Slater, 1990). This would 
remove any immediate problems of clarity, understanding and order of questions. 
The revised version should also be piloted with a small sample of the population for 
whom the questionnaire is designed. This should include some mechanism for 
feedback from respondents. 
 
In this study, the questionnaire was piloted with students from the Education 
Department Ibika Campus. After the completion of the questionnaires, the 
respondents were interviewed on problems that had been encountered. This led to 
minor corrections in the questionnaire. 
 
 
3.5          DATA COLLECTION 
 
Data was collected from the various departments, administration offices and the 
academics who had complete the questionnaires. The questionnaire could have 
been administered to a group, or it could have been dropped off at a certain area, in 
this case, the library, or it could have been emailed or mailed by the respondent to 
the researcher, as she was the only administrator. In this study, the distribution 
method was used. The main advantage of the distribution method is that 
respondents can complete the questionnaire in their own time, ensuring privacy, 
confidentiality and general physical comfort. Participants were requested not to write 
their names on the questionnaire to ensure confidentiality.  
 
A covering letter was written and incorporated as the first page of the questionnaire. 
The letter explained the purpose of the research as well as the importance of user 
participation. 
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The questionnaires were distributed to various departments, offices at administration 
and the offices of academics. The researcher asked the respondents to drop off the 
questionnaire at the library after they had finished completing it. The reason for this 
was that it was going to be easy for the researcher to be able to collect the 
completed questionnaires as she also works at the library. 
 
Response rates can vary significantly. The experience suggests that 70% is very 
acceptable. Assuming that the sample has been properly drawn, anything less than 
50% represents a minority, and in some cases this will effectively render the results 
of little or no practical value. It can even be argued that a response rate lower than 
50% tells the researcher something about the problem under study. If ways of 
increasing the return rate are not practical, this cannot be accepted. Refusal to 
cooperate, failure to return a questionnaire or unavailability of target persons should 
be recorded. 
 
In this study, 120 questionnaires were distributed to various departments, and 90 
questionnaires were returned by the respondents. The response rate was therefore 
75%, which reflects a majority of the response. The completed questionnaires were 
not available within a week as planned. The problem was that some students were 
busy writing final exams, and these were mostly collected after a week, by which 
time some of the students had gone home. In addition, some of the academics were 
not available in their offices. (Refer to appendix C). 
 
 
 
3.6     DATA ANALYSIS 
 
The data from the questionnaires was coded as a data file for analysis using a 
statistical analysis system. This was done with the help of Mr Qumba at Computer 
Services at Ibika Campus. 
 
The investigator analysed all the open questions. A combination of content analysis 
and qualitative coding was used to interpret the responses. Content analysis can be 
defined as a research technique for the objective, systematic and quantitative 
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description of the manifest content of communication. The key to understanding 
content analysis and performing it competently lies in understanding the meaning of 
objective, systematic, quantitative and manifest content. 
 
Objectivity is achieved by having the categories of analysis defined so precisely that 
different persons can apply them to the same content and get the same results. If 
content analysis were subjective instead of objective, each person would have his or 
her own content analysis. Objective means that the results depend upon the 
procedure and not on the analyst. 
Systematic means, firstly, that a set procedure is applied in the same way to all the 
content being analysed. Secondly, it means that categories are set up so that all 
relevant content is analysed. Then finally, it means that the analysis is designed to 
secure data relevant to a research question or hypothesis. Quantitative refers to the 
recording of numerical values or frequencies at which the various defined types of 
content occur (http://devcompage.files.wordpress.com/2007/12/17-
content_analysis.pdf).  
 
Fielding (1993) describes the method of qualitative coding (as against the 
quantitative coding used for limited option question) as one that can be used to 
interpret the responses of open questions and the category of other as response to a 
question. Neither of these responses can be pre-coded. Fielding’s method consists 
of two steps:  
 
 the first step involves identifying different concepts as they appear in the 
responses to the questions in the set of questionnaires; and  
 the second step involves sorting of the concepts into categories. The 
investigator adopted this latter approach.  
 
3.7     SUMMARY 
 
The research methodology is important for any study as it guides the whole research 
process. In this chapter, the research design, sources of data have been described. 
The research sample, pilot study, data collection and data analysis have also been 
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discussed. The results from this data collection will guide recommendations on the 
issues found. The next chapter focuses on the analysis of data, and the results are 
presented in the form of a table . 
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CHAPTER 4 
 
DATA ANALYSIS AND INTERPRETATION 
 
 
4.1 INTRODUCTION 
 
This chapter deals with the analysis and interpretation of data, and percentages 
which have been used to analyse the results. The results for each question are 
shown in the form of a table. 
 
Regardless of whether a company is large or small, local or international, in the 
manufacturing, technology, service, or public sector, the key to successful user or 
customer relations is infusing the company to the core with the principles of quality 
customer service. A librarian has to deliver first-rate service to his or her customers, 
instil a commitment to service in every person who works for him or her, and he or 
she should strive to create a customer-centred company culture. The path to 
excellence in customer service or user service is not simply a matter of hiring the 
right people and training the front-line staff, it is a genuine commitment to create a 
customer-focused rather than an in-focused company.  
 
4.2 FINDINGS AND ANALYSIS OF DATA 
 
The data analysed below was obtained from the questionnaires completed by Walter 
Sisulu University students and staff, which included academics and administrative 
staff. The questionnaire consisted of four sections, with 37 questions. Below are the 
outcomes of responses from the respondents. Out of 120 questionnaires that were 
distributed, 90 questionnaires were completed.  
 
 
 
 
 
4.3 SECTION A: STATUS  
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Table 4.1: Status of respondents 
 
Sex Frequency Percentage 
Male 35 39% 
Female 55 61% 
Total 90 100% 
 
Table 4.1 above shows the status of the respondents who had completed the 
questionnaire. Of these, 61% were females, which show the majority of the 
respondents, while 39% were male. 
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Table 4.2: Departmental affiliation of respondents 
 
Department Frequency Percentage 
Hospitality 5 6% 
Fashion 5 6% 
Tourism 5 6% 
Civil Engineering 3 3% 
Electrical Engineering 5 6% 
Mechanical Engineering 5 6% 
Human Resources 10 11% 
Education 15 17% 
Public Management 10 11% 
Accounting 2 2% 
Finance 5 6% 
Student Affairs 3 3% 
Exams 1 1% 
Office Management 
Technology 
11 11% 
Other 5 6% 
Total 90 100% 
 
Table 4.2 shows the total number of respondents from various departments used by 
the researcher. The highest number (17%) represents the majority of the 
respondents from Education and the lowest is 1% from Exams. 
 
Table 4.3: Categories of respondents 
 
Status Frequency Percentage 
Student 50 56% 
Academic staff 10 11% 
Administration staff 20 22% 
Other 10 11% 
Total 90 100% 
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Table 4.3 shows that from the 90 respondents, fifty were students (56%) and also 
that among the rest of the respondents there where ten academic staff (11%), twenty 
administration staff (22%), and ten other, namely post-graduate students (11%) from 
various departments. 
 
Table 4.4: Residential status 
 
Staying on campus Frequency Percentage 
Yes 55 61% 
No 35 39% 
Total 90 100% 
 
Table 4.4 shows the majority of the respondents (61%) were staying on the campus; 
other respondents (39%) are staying outside the campus. 
 
SECTION B: LIBRARY USAGE 
 
Table 4.5: Effect of orientation on library use 
 
Visits Frequency Percentage 
Library tour or 
instructional session 
63 70% 
Have not attended any 
sessions 
27 30% 
Total 90 100% 
 
Table 4.5 shows that most of the respondents, namely 70%, have indicated that they 
have been to the library through tutorial sessions, tours, orientation, group 
discussions and database tutorials. Very few (30%) have not attended any sessions. 
 
Table 4.6: Use of library signs 
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Library signs Frequency Percentage 
Extremely satisfied 20 22% 
Satisfied 30 33% 
Somewhat satisfied 25 28% 
Not at all satisfied 15 17% 
Total 90 100% 
 
In Table 4.6, 56% of the respondents were satisfied with the library signs and 28% 
felt that they were somewhat satisfied. Another 17% said they were not satisfied at 
all, without giving reasons for their non-satisfaction; they only commented that there 
were no proper signs. 
 
Table 4.7: Book collection 
 
Book collection Frequency Percentage 
Extremely satisfied 15 17% 
Satisfied 35 38% 
Somewhat satisfied 25 28% 
Not at all satisfied 15 17% 
Total 90 100% 
 
In Table 4.7, 55% of the respondents indicated that they were very satisfied with the 
book collection. Another 28% of the respondents were somewhat satisfied with the 
book collection, and 17% of the respondents were not all satisfied with the collection. 
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Table 4.8: Periodical collection 
 
Periodicals Frequency Percentage 
Extremely satisfied 2 2% 
Satisfied 28 31% 
Somewhat satisfied 42 47% 
Not at all satisfied  18 20% 
Total 90 100% 
 
Table 4.8 shows that 47% of the respondents were somewhat satisfied with the 
collection of periodicals. They said there is a need to improve collection and there 
must be a professional staff member responsible for the collection. Of the rest, 33% 
of the respondents were satisfied with the collection, and 20% of the respondents 
were not at all satisfied with the collection. 
 
Table 4.9: Types of newspapers used 
 
Daily 
Dispatch/Sundaytimes/City 
Press 
Frequency Percentage 
Yes 79 88% 
No 11 12% 
Total 90 100% 
 
According to Table 4.9, 88% of the respondents were aware of the availability of the 
local Daily Dispatch in the library, while 12% of the respondents were not aware of 
the availability of the Daily Dispatch in the library. 
 
 
 
 
 
Table 4.10: Types of databases used 
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Databases online Frequency Percentage 
Extremely satisfied 13 14% 
Satisfied 59 66% 
Somewhat satisfied 15 17% 
Not at all satisfied 3 3% 
Total 90 100% 
 
Table 4.10, 80% of the respondents were very satisfied with the databases that are 
being used in the library, 17% of the respondents were somewhat satisfied with the 
databases, and 3% of the respondents were not at all satisfied with the databases 
that were being used in the library. 
 
Table 4.11: Use of the Internet 
 
Internet access Frequency Percentage 
Extremely satisfied 15 16% 
Satisfied 42 47% 
Somewhat satisfied 14 16% 
Not at all satisfied 19 21% 
Total 90 100% 
 
Table 4.11 indicates that 63% of the respondents, again the majority, were satisfied 
with the use of the Internet in the library, while 16% of the respondents were 
somewhat satisfied, and 21% of the respondents were not at all satisfied with the 
Internet access in the library. They said it is very slow and the use of some of the 
websites, for example, Facebook, is not allowed in the library. 
 
 
 
 
Table 4.12: Services provided by the circulation desk 
 
40 
 
Services at the circulation 
desk  
Frequency Percentage 
Extremely satisfied 13 14% 
Satisfied 49 54% 
Somewhat satisfied 18 20% 
Not at all satisfied 10 11% 
Total 90 100% 
 
Table 4.12, 69% of the respondents indicated that they were very satisfied with the 
services at the circulation desk, while 20% of the respondents were somewhat 
satisfied, and 11% of the respondents were not at all satisfied with the services 
provided at the circulation desk.  
 
Table 4.13: Services provided at Inter-library loans 
 
Interlibrary loans Frequency Percentage 
Extremely satisfied 10 11% 
Satisfied 54 60% 
Somewhat satisfied 16 18% 
Not at all satisfied 10 11% 
Total 90 100% 
 
Table 4.13, 71% of the respondents were satisfied with the services provided at 
Inter-library loans, while 18% of the respondents were somewhat satisfied and 11% 
of the respondents were not at all satisfied with the services provided at Interlibrary 
loans. 
 
 
 
 
Table 4.14: Services rendered by the circulation staff 
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Staff helpful Frequency Percentage 
Extremely satisfied 25 28% 
Satisfied 41 46% 
Somewhat satisfied 10 11% 
Not at all satisfied 14 15% 
Total 90 100% 
 
Table 4.14, 73% of the respondents indicated that they were very satisfied with the 
services rendered by circulation staff, while 11% of the respondents were somewhat 
satisfied with the services and 15% of the respondents were not at all satisfied with 
the services rendered by circulation staff.  
 
Table 4.15: Importance of the library to the respondents 
 
Importance of the library  Frequency Percentage 
Extremely important 25 27% 
Important 42 47% 
Somewhat important 10 11% 
Not at all important 13 14% 
Total 90 100% 
 
Table 4.15, 74% of the respondents indicated that the library was important, even 
extremely important, while 11% of the respondents felt that the library was somewhat 
important, and 14% of the respondents felt that the library was not at all important to 
them, because there is a lot of noise. 
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Table 4.16: Library usage by the respondents 
 
Use of the library Frequency Percentage 
Daily 48 53% 
Weekly 25 28% 
Monthly 7 8% 
Once/twice a semester 8 9% 
Once a year 2 2% 
Total 90 100% 
 
Table 4.16 shows the results of the respondents, indicating that 53% make daily use 
of the library and was the most favourable. A further 28% of the respondents were 
using the library weekly, with 8% of the respondents using the library monthly, 9% 
using the library at least once or twice a semester and 2% of the respondents using 
the library only once a year. 
 
Table 4.17: Adequacy of information to the respondents 
 
Ask a librarian Frequency Percentage 
Daily 16 18% 
Weekly 15 17% 
Monthly 46 51% 
Once/twice a semester 12 13% 
Once a year 1 1% 
Total 90 100% 
 
Table 4.17 illustrates that 18% of the respondents seek information at least daily, 
while 17% of the respondents seek information weekly. The majority of respondents 
(51%) relied on a librarian for help monthly. Other respondents (13%) seek 
information once or twice a semester, and one respondent (1%) seeks information 
only once a year. 
 
Table 4.18: Adequacy of library resources 
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Resources Frequency Percentage 
More books 56 62% 
More discussion groups 25 28% 
More computers 35 39% 
More periodicals (print) 10 11% 
More periodicals (on-line) 11 12% 
More instruction sessions 
(databases) 
47 52% 
More staffing 15 17% 
More newspapers 36 40% 
 
For the next question, the respondents were allowed to tick more than one option, so 
you will find that the figures do not balance. In Table 4.18, it is clear that the majority 
of respondents (62%) felt that there is a need for more books. A large number of 
respondents (52%) also suggested that there should be more tutorials on 
instructional databases, while 38% of the respondents felt that there is a need for 
more computers and 40% of the respondents expressed a need for more 
newspapers in the library. Of the respondents, 28% suggested more discussion 
groups, and 17% said there is a need of more staff. A number of respondents (12%) 
also expressed a need for more periodicals online and 11% of the respondents 
suggested more printed periodicals be available. 
 
Table 4.19: Adequacy of reading material 
 
Reading interest Frequency Percentage 
Religious fiction/non-fiction 10 11% 
Magazines-You/True-love/Fair lady 40 44% 
Biography/autobiography 20 22% 
Suggestions 
Politics 5 6% 
Science 5 6% 
Technology 3 3% 
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Current Affairs 5 6% 
Newspapers 2 2% 
Total 90 100% 
 
The results in Table 4.19 show that the majority of the respondents (44%) were 
satisfied with the availability of magazines. This is followed by 22% respondents who 
use biographies/autobiographies. A further 11% of the respondents use religious 
fiction. There were also some suggestions, and these include the use of reading 
materials under Politics (6%), Science (6%), Technology (3%), Current Affairs (6%) 
and more newspapers (2%). 
 
Table 4.20: Number of books to be borrowed 
 
Loan books Frequency Percentage 
Extremely satisfied 13 14% 
Satisfied 30 33% 
Somewhat satisfied 40 44% 
Not at all satisfied 7 8% 
Total 90 100% 
 
Table 4.20, the majority of the respondents (48%) were satisfied with the borrowing 
of books in the library, while 44% of the respondents were somewhat satisfied with 
the borrowing of books and 8% of the respondents were not at all satisfied with the 
borrowing of books in the library. 
 
 
 
 
 
Table 4.21: Loan period  
 
Loan period Frequency Percentage 
Extremely satisfied 6 7% 
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Satisfied 49 54% 
Somewhat satisfied 20 22% 
Not at all satisfied 15 17% 
Total 90 100% 
 
According to Table 4.21, 61% of the respondents were very satisfied with the loan 
period in the library. Of the other respondents, 22% were somewhat satisfied with 
the loan period and 17% of the respondents were not at all satisfied with the loan 
period in the library. There was also a suggestion that the library should order more 
books for the users to have a longer loan period. 
 
Table 4.22: Fines for overdue books 
 
Fines Frequency Percentage 
Extremely satisfied 10 11% 
Satisfied 55 61% 
Somewhat satisfied 22 24% 
Not at all satisfied 3 3% 
Total 90 100% 
 
Table 4.22, 72% of the respondents were very satisfied with fines for overdue books, 
while 24% of the respondents were somewhat satisfied with fines for overdue books, 
and 3% of the respondents were not at all satisfied with fines for overdue books. 
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Table 4.23: Queues at the circulation desk 
 
Queues at the circulation 
desk 
Frequency Percentage 
Extremely satisfied 1 1% 
Satisfied 28 31% 
Somewhat satisfied 40 44% 
Not at all satisfied 21 23% 
Total 90 100% 
 
Table 4.23, the majority of the respondents (44%) were somewhat satisfied with the 
queues at the circulation desk, while 31% of the respondents were satisfied with the 
queues at the circulation desk, and 23% of the respondents were not at all satisfied 
with the queues at the circulation desk. They also commented that it was not good to 
stand in long queues during examination time. That was the reason why they 
suggested more staff. 
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Table 4.24: Availability of books that pertain to your field of study 
 
Availability of books that 
pertain to your field 
Frequency Percentage 
Extremely satisfied 20 22% 
Satisfied 30 33% 
Somewhat satisfied 4 4% 
Not at all satisfied 36 40% 
Total 90 100% 
 
In Table 4.24 it is clear that most of the respondents (55%) were satisfied with the 
availability of books pertaining to their field of study, while 40% of the respondents 
were not at all satisfied and 4% of the respondents were somewhat satisfied with the 
availability of books pertaining to their field of study. They further comment that for 
Management and Administrative Management they do not have enough books, and 
for Mercantile Law not a single one. 
 
Table 4.25: Currency of books in your field 
 
Currency of books Frequency Percentage 
Extremely satisfied 5 5% 
Satisfied 30 33% 
Somewhat satisfied 36 40% 
Not at all satisfied 19 21% 
Total 90 100% 
 
The results of the respondents in Table 4.25 show that the majority of the 
respondents (40%) were somewhat satisfied with the currency of books, while 38% 
of the respondents were very satisfied with the currency of books, and 21% of the 
respondents were not at all satisfied with the currency of books. 
 
 
4.5 SECTION C: LIBRARY ENVIRONMENT 
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Table 4.26: Lights in library 
 
Lighting Frequency Percentage 
Extremely satisfied 21 23% 
Satisfied 32 36% 
Somewhat satisfied 20 22% 
Not at all satisfied 17 19% 
Total 90 100% 
 
The results in Table 4.26 illustrate that most respondents (59%) were very satisfied 
with lighting in the library, while 22% of the respondents were somewhat satisfied, 
and 19% of the respondents were not at all satisfied with lighting in the library. 
 
Table 4.27: Library temperature 
 
Temperature Frequency Percentage 
Extremely satisfied 17 19% 
Satisfied 31 34% 
Somewhat satisfied 9 10% 
Not at all satisfied 33 37% 
Total 90 100% 
 
In Table 4.27, the majority of respondents (53%) were satisfied with the temperature 
in the library, ,while 10% of the respondents were somewhat satisfied and 37% of 
the respondents were not at all satisfied with the temperature in the library. 
 
 
 
Table 4.28: Arrangement of seats 
 
Seating arrangement Frequency Percentage 
Extremely satisfied 8 9% 
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Satisfied 44 49% 
Somewhat satisfied 19 21% 
Not at all satisfied 19 21% 
Total 90 100% 
 
Table 4.28, 58% of the respondents were satisfied with the seating arrangement in 
the library, while 21% of the respondents were somewhat satisfied and another 21% 
of the respondents were not at all satisfied with the seating arrangement. There were 
comments from the respondents that there is not enough space in the library. The 
library can currently only accommodate two hundred students, so there is a need for 
an extension of the library. 
 
 
 
Table 4.29: Noise level in the library 
 
Noise level Frequency Percentage 
Extremely satisfied 5 6% 
Satisfied 24 27% 
Somewhat satisfied 24 27% 
Not at all satisfied 37 41% 
Total 90 100% 
 
Table 4.29 indicates that the noise level does not satisfy the respondents and this is 
evident in the high percentage (41%), while 27% of the respondents were somewhat 
satisfied with the noise level in the library and a further 32% of the respondents were 
satisfied with the noise level. The respondents complained that even the library staff 
at the circulation desk were making a noise, which, because of the seating 
arrangement in the library, can lead to a high noise level. 
 
Table 4.30: Library opening hours 
 
Opening hours Frequency Percentage 
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Extremely satisfied 11 12% 
Satisfied 45 50% 
Somewhat satisfied 16 18% 
Not at all satisfied 18 20% 
Total 90 100% 
 
Table 4.30, the majority of respondents (62%) were very satisfied with the opening 
hours of the library, while 18% of the respondents were somewhat satisfied with the 
opening hours and 20% of the respondents were not at all satisfied with opening 
hours. They even suggested a twenty-four reading room. 
 
4.4 SECTION D: PHOTOCOPYING SERVICE 
 
Table 4.31: Photocopying facilities 
 
Photocopying Frequency Percentage 
Yes 85 94% 
No 5 6% 
Total 90 100% 
 
Results in Table 4.31 show that most respondents were making use of the 
photocopying machine, namely 94.4%, while only 5.5% of the respondents were not 
using the machine. 
 
 
 
Table 4.32: Queues to photocopying machine 
 
Queues to photocopying 
machine 
Frequency Percentage 
Extremely satisfied 5 6% 
Satisfied 20 22% 
Somewhat satisfied 24 27% 
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Not at all satisfied 41 46% 
Total 90 100% 
 
Table 4.32, the majority of the respondents (46%) were not at all satisfied with 
queues to the photocopying machines, while 27% of the respondents were 
somewhat satisfied with the queues to the photocopying machine and 28% of the 
respondents were very satisfied with queues to the photocopying machine. The 
respondents suggested that there should be more machines to use as backup for 
machines that usually jam or are without toner. 
 
Table 4.33: Cost of a photocopy 
 
Price of a photocopy  Frequency Percentage 
Extremely satisfied 5 6% 
Satisfied 37 41% 
Somewhat satisfied 29 32% 
Not at all satisfied 19 21% 
Total 90 100% 
The results in Table 4.33 show that most of the respondents (47%) were very 
satisfied with the price of a photocopy, while 32% of the respondents were 
somewhat satisfied, and 21% of the respondents were not very satisfied with the 
price of a photocopy. 
 
 
Table 4.34: Quality of a photocopy 
 
Quality of a photocopy Frequency Percentage 
Extremely satisfied 7 8% 
Satisfied 39 43% 
Somewhat satisfied 14 16% 
Not at all satisfied 30 33% 
Total 90 100% 
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Table 4.34 shows that most of the respondents (51%) were very satisfied with the 
quality of photocopies, while 16% of the respondents were somewhat satisfied and 
33% of the respondents were not at all satisfied with the quality of photocopies. 
 
Table 4.35: Assistance at the photocopying machine 
 
Assistant provided by staff 
at the photocopying 
machines 
Frequency Percentage 
Extremely satisfied 11 12% 
Satisfied 41 46% 
Somewhat satisfied 17 19% 
Not at all satisfied 21 23% 
Total 90 100% 
 
Table 4.35, the majority of the respondents (58%) were very satisfied with assistance 
that they get from the staff, while 19% of the respondents were somewhat satisfied 
with the assistance from the library staff and 23% of the respondents were not at all 
satisfied with the assistance from the staff. 
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Table 4.36: Library rating in general 
 
Ratings Frequency Percentage 
Extremely satisfied 12 13% 
Satisfied 45 50% 
Somewhat satisfied 20 22% 
Not at all satisfied 13 14% 
Total 90 100% 
In Table 4.36, the results show that the majority of respondents (63%) rating the 
WSU, Ibika Campus library were very satisfied, while 22% of the respondents were 
somewhat satisfied with the library, and 13% of the respondents were not at all 
satisfied with the library. 
 
Table 4.37: Suggestions for the library 
 
Comments/Suggestions Frequency Percentage 
Extension of the library building 23 26% 
Individual reading rooms 10 11% 
24-hour reading room 15 17% 
More photocopying machines 12 13% 
More staffing 10 11% 
More current books 10 11% 
More computers 10 11% 
Total 90 100% 
 
In Table 4.37, the suggestions or comments mostly given by the respondents (26%) 
suggested that there is a need for an extension of the library building, while 17% of 
the respondents suggested a twenty-four hour reading room, and 13% of the 
respondents felt that there is a need for more photocopying machines. Another 11% 
of the respondents said there is also a need for individual cubicles for post-graduate 
students, with yet another 11% of the respondents suggested more staffing, and 
another 11% of the respondents suggested more current books and 11% suggesting 
more computers. 
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4.5 SUMMARY 
 
In this chapter, the quantitative results of the study were reported by means of tables 
which were analysed on the basis of the most significant findings. An interpretation 
of results, which determines the library satisfaction of users, was necessary at this 
juncture. The chapter also presented the statement of findings and data analysis. 
The results for each question were shown in the form of a table. The chapter was 
also divided into four sections. Section A dealt with the status of the respondents, 
and tables were used together with percentages to analyse the results. Section B 
dealt with the library usage, and tables with percentages were used to analyse the 
results. Section C had to do with the library environment, while Section D had to do 
with photocopying services. Tables with percentages were used throughout to 
analyse the data and the results.  
 
According to most of the findings from this analysis, the respondents were in general 
satisfied with library services, and they were also satisfied with the use of the 
internet. Dissatisfaction was expressed by very few respondents and these included 
library opening hours, noise level, temperature, photocopying facilities and the 
accuracy of searches using databases. 
 
There were also some suggestions which included more staffing, training, the library 
to be expanded, twenty-four hour reading room facilities and more cubicles for post-
graduate students and staff. The next chapter has to do with the conclusion and 
recommendation of the study. 
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CHAPTER 5 
 
CONCLUSION AND RECOMMENDATIONS 
5.1 INTRODUCTION 
 
The previous chapter dealt with the analysis and interpretation of data. The 
responses to the questionnaires were analysed and interpreted. This chapter is 
concerned with recommendations based on the analysis and interpretations of data 
reported in Chapter four.  
 
5.2 SUMMARY 
 
This was a descriptive study of user satisfaction regarding academic libraries. The 
purpose of the study was to determine the satisfaction of users with library services 
at the circulation desk at Walter Sisulu University, Ibika Campus. The survey was 
used to determine the levels of users’ satisfaction with library services. Students and 
staff were selected as subjects. The researcher distributed the questionnaires to 
various departments and the questionnaires were brought back to the library as she 
also works in the library. All the responses were written down and analysed. 
 
5.3 FINDINGS 
 
Questionnaires have been used as the main data-gathering instrument, as they 
preserve the anonymity of the respondents and thereby encourage honesty. The 
questionnaires were sent to hundred and twenty students and staff from various 
departments. Only ninety questionnaires were returned. The researcher also used 
her own observation. The research findings indicated that the respondents were 
satisfied with services at Walter Sisulu University Library at Ibika Campus, and that 
was one of our objectives. The majority of the respondents were satisfied with the 
services that are being offered at the circulation desk in the library and that was also 
objective. Few of the respondents were dissatisfied with library opening hours, noise 
level, temperature, photocopying facilities, the library building and accuracy of 
searches using databases. There were also some suggestions from the respondents 
and these included: 
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 extension of the library 
 individual reading rooms 
 24-hour reading room 
 more photocopying machines 
 more staffing 
 more current books, and 
 more computers. 
The subjects were also satisfied with the databases that are being used at the library 
and they find them very advanced and user-friendly. 
 
5.4 RECOMMENDATIONS 
 
According to Millson-Martula and Menon (1995), library managers need to ensure 
that they provide staff with sufficient incentives to do things right and to promote user 
satisfaction. They also add that managers must treat their colleagues with respect 
and trust, as human beings rather than as mere agents employed in carrying out 
tasks. Users must be convinced that library staff as service providers care about the 
quality of service they provide and the manner in which they do their work. With 
regard to the above statement, it is recommended that the library management 
should provide ongoing training for all staff members that will result in enhanced 
services. The training will assist the circulation staff to possess excellent 
interpersonal skills together with a strong service orientation. In the light of the 
findings for this study, the following recommendations have been made for the 
purpose of trying to improve services in the library. 
 
● One professional staff member per section, especially the one that deals with 
 users, in this case, the circulation desk. 
● The library should be extended to accommodate more students, and to have 
more group discussion areas. This will also help to minimise the noise level. 
● Library hours should be extended so that students can go and read in their own 
time. Some students are staying in groups and that prevents them from having 
time for studying. 
● Students should be provided a space for group discussion.  
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● A suggestion box for users to be able voice their opinions should be made 
available. The box should be monitored, and their suggestions be taken into 
consideration.  
 
Based on the aforementioned recommendations, the library should re-examine 
specific issues in its services and user education programmes and should update its 
software. The library has to amend its services, traditional and electronic, in order to 
satisfy users and to meet their information needs.  
 
5.5 FURTHER RESEARCH 
 
Further research at WSU Ibika library needs to be done on library satisfaction and 
more investigation is necessary regarding problem areas which have been identified, 
for example extension of the library building as it accommodates only two hundred 
students, and the number of students is increasing every year. 
 
5.6 CONCLUSION 
 
This study identified some sources of dissatisfaction and pointed out areas of 
satisfaction of users. By using the results of the study, library managers could 
address areas of dissatisfaction, such as opening hours and temperature and can 
capitalise on areas of satisfaction.  
 
The most important finding that emerged from the analysis was that the majority of 
respondents were satisfied with library services offered at Ibika. For each service, 
more than half the respondents indicated that they were satisfied with the library 
services.  
 
There were also some respondents who indicated that they were satisfied with the 
services, but not very satisfied, except in few cases where they indicated that they 
were extremely satisfied. Areas which have a high degree of satisfaction include 
signage (see Table 4.5), databases (see Table 4.9), Internet access (see Table 4.10) 
and a few more. 
 
58 
 
Dissatisfaction was also expressed regarding lighting (see Table 4.25), temperature 
(Table 4.26), loan period (Table 4.28) and opening hours (Table 4.29). In Table 4.35, 
there were some respondents who were not satisfied with the library generally 
(14%). It is highlighted that the service outputs by Ibika library service are monitored 
and evaluated, for example, the number of books issued at the circulation desk and 
the number of items issued on short loan. This results in a situation where the library 
rather than the user forms the unit of analysis. 
 
There were also some comments and suggestions from the respondents (see Table 
4.36), where respondents (26%) have suggested the extension of the library 
building. Individual reading rooms were also suggested (11%), as well as a twenty-
four hour reading room (17%), more photocopying machines (13%), more staffing 
(11%), more current books (11%), and more computers (11%).   
 
Understanding the areas that influence user satisfaction generally, the librarians can 
contribute significantly in the library. Concerning more staffing, it is time for library 
managers to recruit additional librarians aggressively to the profession and to 
improve the latter’s opportunities for growth and advancement in the field. It is time 
for librarians to take the necessary steps to create a work environment that attracts 
and enhances user satisfaction, not only in academic libraries but in all libraries. 
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APPENDIX A 
 
Walter Sisulu University 
Ibika Campus Library 
P/Bag x 3182 
Butterworth 
4960 
The Manager 
Library and Information Services 
Ibika Campus 
Butterworth 
 
Dear Sir/Madam 
 
RE: REQUEST FOR PERMISSION TO CONDUCT RESEARCH 
 
I humbly request for your permission to distribute surveys to the users of the library. 
The purpose of the study is to find out if the users are satisfied with the services that 
are rendered in the library. The survey is for both students and staff of WSU, Ibika 
Campus. The results will help us to improve our services. 
 
Thank you for your co-operation. 
 
Yours faithfully 
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…………………………… 
Sindiswa Cingo (Ms) 
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APPENDIX B 
 
Walter Sisulu University 
Ibika Campus Library 
P/Bag x3182 
Butterworth 
4960 
 
 
 
Dear Staff/Student 
 
I’m writing to request your co-operation in a survey to collect data from users of the 
library, Ibika Campus. The researcher would like to find out from the users if they are  
satisfied with the services that are being rendered in the library. The results of the 
questionnaire will enable the students and staff to find out if the staff working in the 
library are user-friendly or not. The results will be analyzed for a research project. 
Your answers will be treated as confidential; your individual responses will not be 
disclosed to anyone in any form. I will appreciate it if you can complete this form as 
soon as possible and please return to the library at circulation desk. 
 
Thank you so much for your co-operation. 
 
Yours truly 
 
 
 
 
………………………….. 
Sindiswa Cingo (Ms) 
 
67 
 
APPENDIX C 
 
QUESTIONNAIRE 
 
INSTRUCTIONS 
 
Your library is striving to meet your needs, and we need your input. Please take time 
to answer the questions below and let us know how we are serving you. Please tick 
next to the answers that apply and fill in information where applicable. 
 
Section A: Personal Information 
 
1. Sex 
 Male    
 Female 
2. Your status 
● Student 
● Academic staff 
● Admin Staff 
● Other 
3. From which department? 
● Food 
● Fashion  
● Tourism 
● Civil Engineering 
● Electrical Engineering 
● Mechanical Engineering 
● Human Resources 
● Education 
● Public Management 
● Accounting 
● Finance 
● Student Affairs 
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● Other 
4. Are you staying on the campus? 
● Yes 
● No 
Section B: Library usage 
 
5. Have you participated in any library class, tour or instructional session this 
academic year? 
● Yes, I have participated in one or more library sessions. 
● No, I have not attended any sessions. 
If you answered YES, please indicate which activities you have participated in. 
Check all that apply. 
● In-class instruction by a library staff member. 
● Library orientation/Tour 
● Discussion group 
● Tutorial session 
● Database tutorial 
● Other (please list) ……………………………………… 
 
6. How satisfied are you with library signs? (Chose one) 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
7. How satisfied are you with book collection (chose one) 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
8. How satisfied are you with our periodical collection (chose one) 
●  Extremely satisfied 
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● Satisfied 
● Somewhat satisfied 
●  Not at all satisfied 
9. Does the library currently subscribe to paper copy of Daily Dispatch? 
● Yes 
● No 
10. How satisfied are you with our online database? (Google, Opac, etc.) 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
11. How satisfied are you with our access to Internet? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
12. How satisfied are you with our services at the circulation desk? (Checkout, 
availability of materials) 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
13. How satisfied are you with Interlibrary loans?  
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
14. How helpful is our staff? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
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15. How important is the library to you? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
16. How often do you use the library or call for information? 
● Daily 
● Weekly 
● Monthly 
● Once/twice a semester 
● Once a year 
17. How often do you ask a librarian for help? 
● Daily 
● Weekly 
● Monthly 
● Once/twice a semester 
● Once a year 
18. Are there other resources you would like the library to offer? Please check all 
that apply. 
● More periodicals (print) 
● More periodicals (online) 
● More books 
● More newspapers 
● More computers 
● More instruction sessions (databases, etc) 
● More discussion groups (literature, etc) 
● More staffing 
● Other (please list)…………………………………………………………… 
19. What are your reading interests? Please check all that apply. 
● Romance 
● Religious fiction/non-fiction 
● Magazines 
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● Biography/ Autobiography 
● Other (specify)……………………………………………………………………. 
20. How satisfactory do you find the number of books that you can borrow at a 
time? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain)  
…………………………………………………………………………………….. 
……………………………………………………………………………………… 
……………………………………………………………………………………… 
21. How satisfactory do you find the loan period of books? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain)  
………………………………………………………………………………………. 
…………………………………………………………………………………….. 
…………………………………………………………………………………….. 
22. How satisfactory do you find the fines for overdue books? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain) 
 ……………………………………………………………………………………… 
……………………………………………………………………………………… 
……………………………………………………………………………………… 
23. How satisfactory do you find queues at the circulation desk? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain)  
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…………………………………………………………………………………….. 
……………………………………………………………………………………… 
……………………………………………………………………………………… 
24. How satisfactory do you find the availability of books as they pertain to your 
field of study? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain) 
 …………………………………………………………………………………………. 
………………………………………………………………………………………… 
………………………………………………………………………………………… 
25. How satisfactory do you find the currency of books in your field of study? 
● Extremely satisfied 
●   Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain)  
……………………………………………………………………………………….. 
………………………………………………………………………………………. 
………………………………………………………………………………………. 
Section C: Library environment 
 
26. How satisfactory do you find the lighting at the WSU, Ibika Library? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
27. How satisfactory do you find the temperature in the WSU, Ibika Library? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain why)………………………………………. 
………………………………………………………………………………. 
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………………………………………………………………………………. 
28. How satisfactory do you find the seating arrangement? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain why)………………………………………. 
………………………………………………………………………………. 
………………………………………………………………………………. 
29. How do you find the noise level in the library? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain why)……………………………………….. 
……………………………………………………………………………….. 
……………………………………………………………………………….. 
30. How satisfied are you concerning library opening hours? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain)………………………………………… 
…………………………………………………………………………………….. 
…………………………………………………………………………………….. 
Section D: Photocopying service 
31. Do you use photocopying machine? 
● Yes 
● No 
32. How satisfactory do you find the queues next to the photocopying machine? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain) 
 ……………………………………………………………………………………….. 
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………………………………………………………………………………………. 
………………………………………………………………………………………. 
33. How satisfactory are you concerning the price of a photocopy? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied 
34. How satisfactory do you find the quality of a photocopies? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain)………………………………………….. 
………………………………………………………………………………………. 
………………………………………………………………………………………. 
35. How satisfactory do you find the level of assistance provided by the 
photocopying staff? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain)…………………………………………… 
……………………………………………………………………………………….. 
……………………………………………………………………………………….. 
36. How would you rate WSU, Ibika Library in general? 
● Extremely satisfied 
● Satisfied 
● Somewhat satisfied 
● Not at all satisfied (please explain) ……………………………………………. 
……………………………………………………………………………………. 
……………………………………………………………………………………. 
37. Write your suggestions or comments about how we can improve our 
services to you. 
……………………………………………………………………………………… 
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.……………………………………………………………………………………… 
………………………………………………………………………………………. 
……………………………………………………………………………………….. 
……………………………………………………………………………………….. 
Thank you once more for your time, and may God Bless you! 
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